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AN (RIPATRR)E A% vy AT AFmoldol
AFARe] AAALRR skl o] FV|AA] Ao Higel wE oL
A e AAH AEE Loy e fFEo]FH S v oA A,
olFyEL Eodolglow UkrtD Bwage wel wi: am

AWsA  EAlA  £AE s ANT BHLRBATOR)

Mol A wali melwh SME ARET ANFWAE JiHow
YESHE AL s, BdolF 37 Ax WA RelgkE AL
A3 Qolop  Felm  pFostel %A Fam  PEde AL
WHTHA P, 2016). WS A FRE TA vhre] F44 A
FAA AR AEA FReEE, F48 ddeld @FAQ
Quieloz A Ay e ASEAde dnHel Folg ALY I
AoEA AWE WA F(NPAIUR)E v RF AL
et el §4 kel FoRE gAR F4Y A
Ju@th. @W FAH Aol AN AN AN ),
A dgel we Fo oekA @e AorA BES AN
FAG FolE gatA e A9E waTh ot T Aol AgH:
ANAFE  FARORE  CRFEAA  F] R (WY A695E),

X

]

i
N

bol  Folelw(umAlozes), AL el (W A10222) )
AFHolys  ByAgE  wE ALY sl
i )S 8TSE AEAstE A FEH
BRAE WE wehe Aol AFBolPL Ak
=AM et (dREol A, 2012). oleld HelA
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2 oo
> 7
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Al
T b
.

coX

o o
fo 2
I

Zoox M
w
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—_

oMeof o

A Akl Fa8 FARARAE ABA Al G
MEBANA BASE Aol BHANE FTE At A 5 9

7 elBAAE AFAAALGRE s, AFAT A ool e B
old g B i Aol oW BT Aoke] AHolF ATANA BAT AR st
AFAZE AFE o)W 5 gl gHel ¥ AL onsie] Bedolde 2o F
webaw s ARATE AFHow olRALE AsPoGF Y o) A
olejatx] Halo] Aoke] HAo] @hxs] GAHEA R} AL ofv ).

o I
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(5) F=an|AYe B

2B AL A= v A E Aot anAyElE EFY Sk

T Aoy AFGALY] AFEo)Y T EHPLR g y&=
Uit (3= 2m) 2, 2017). FAH o2 oA Ay £ o] Alu)
dol W BF/FE A Al 7HAZ Ura o AAZRE %Y shA

i = 3}

Te 2¥ds & 7 dew I AR fEAY HY FA 24,
T WdRE= de, =017l 2 & = 7 Utk 7 OHA

AF-zold o] drlz= A/SECY, wiEoks Eold, FuiMHL Eold
e we T Jden =Ll dsid= oAEE dEARAL
2717l e bR, Wl B AaL TE WE AR

TR THE 2] A 2016; 3 4u] A 2017).

6) 27
of ATNE aHATHNE ZA WA AAH Hae A=
Ak, SA A gele]l weEqE WEed B AN

:
o ERAAL. TAGCE WEY tEold FEI 4 wi
R A@ A, AAl, 4Eael suesie dsed was 16
BE o AR 9T wsu, Add dEolR AR
Bgae), 234 w2 AYRY, AF2A, B % AN 5
Aol e oF FAR ko] 4 golol 2E thES L@k
SERE EREEIC R
dahz BRaAt. A%d e fYoRE A48 A, AE
Fel g wANE, A U AEoZ A% Mg, FA A@TYIA
A

= WS, ARt 7Ex
Sl
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g
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my,
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3. 2u AT A BE HSYE

HS

bl el Aslelel gelsh o fEe Amugith AL
e 9 AnAt oWd wAe geAEe skt

d, ARelA EF Fadt oqnE
T

LA L A
i
e U A o
du
o
rl
o
ol

of oL Hr M o rf

A 7ldiel wAA X3 LA AEA dEHQ] AHAERS

S = P Evdg&ds 59
AVERA AREE 3L 2 tH(Seo&song, 2006; Jung &Yeo, 2010;
AR YT FHS St e}
A AGolEy ditd o= fFo U Fadd wet AR
olagl=& 4 Arh(o]Gol-PFA], 2013). o= AM|AZ} Helo B

dest=d Fdu= dA4, AdH vgol 4 =ddedA 7HE

3l =
Y -5,

o 2
2 o
[¢]
g
)
D
S
—_
w
2L
o

o op

)
o2

ol
o

27) wEoltheldel- A5, 2013 WA, 017, =, BFAA
Anthe ABsHe Aol BEL ke o)y FHWAAA = Aol

K S

Hoh =& 59 Eddsoda 528 2
TAAQ FHdS AHREY 4 A ‘Y F YT oR FEE

R ANRoz AHEY 5L Az dS&dsS A

2 2F B9 oA an[At AR ou s geS HPeA] o Fol

ol R PF gEFexr FEIAT. FAEold FAA

S 5

dedes A &= AS TIH e vl o il

FARE  AQA  we AL FHYFoR  FRse
FAYoE YT A, AA, ol Bue EEFAUCEES
TAAY, T B 5L Fae, FALBS ARYAL W
aulAgA 2 ARolgel A4 mAS e A% WA 2N

H3t+= B F o]t (Day and Landon, 1977; Bearden and Teel, 1983).
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Singh(1988) AH|AEH Y5 AHFAE, AHHAE, A3A B2
aﬁ}é}oﬂﬂr. 7| AY FFold AF L= "1H]i°ﬂ é‘
a5 P& &8 ATE ARG A A A &=
Hels 458 2830 A d3s2 A4 7:(_]7(] s TH X]‘?_Oﬂﬂ]
ERQ (544 A o ol FuE =5
&2 AHAEA so ERstAY AEVH 5 HAG TS oH
Kolodinsky(1995)% T35, A E, 343 E, ALA
AFAZ FFEF o, o] x=(1996)2 v RS q5S T35, A
E3 3 A A s, REPsAAAE, B, AMAAES 34 e
AR st AT GEr ol s, 1997 A QlE)
olA® tge] Aol M A E AAHH AMAVE BY Ee AHEE
/‘}9‘(0]&)0}” erxqoﬂj‘ﬂ ey EO]J JJ“EH’%L%W] Eﬂ%s}’t‘

[29 2-1] 2 A B3 da 74 A=) 7id=

AH|XF 20

T

AESE IHUE
cas | [2ma | o zx 719 Aters, | [ 7= gret
Noacion | | EIRIOIAI || &boyoott | | MEALSON || _Bizisty| || wiel =5

A7 THEE 4T HE R =

\\ SotE|7|

<= R A A
Based on Day and London(1977) Bearden, W, O, and Teel, J, E. (1983) p.22
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A2 A v TA AR} e

B Aol S 2SS TA Awe] olo] R Beye] s mRsH)
ool W zulATHATA AR $HS AMAoR HWugkon
T FAME FEau ALl Y A TAAEE FHOR HESL

N CICEEER

ZHEe 30 AH F AR Aol Ake F AR F
e AAR NN AFRE il 7 zste] PEAAE FHBIE
Ao thA A, 2016). TAHN WEOE Ake] P At A
o, el Hu, Ak Wgel B, A WA HEL AFFH
A3F % Q3 1 Fogol Angael wakA gt & Folvgol
Z1%HT ol @ AckAfel 4 AL, HAHde] A} ool
ARF A wHo] FRHASS BRItk et 4RFo Al A7
gl AAAAEA AR HATe] W 6 o4 Aoke] o @AA
FEE ANE AAFE A Ahe AHe F7o Brhvlsl HATh

4% zvlAet AIA ko] AulA AR F GAAR A 917} HE A
e Aok Feje] EAQ Aolth mpebd xulAuee 2RAQ 9
Qe 5 A AT 5

T W ARAAS 242 A el s A%
e _

HA ek uk il
249 fFERAZ s Fast BAHE A A FEel 2Ein



(Ao ZeA), HAAAE, EF3 AF & LP[AERAME= A9e
B ol wel AR Aled g2 dolsd Fypel glgol= vk
A AAFol HFeR Fed B¢ v & xe] AT, AlA,
Al Tk fsiE A W E JheAdel dvkar ok(AH| A}
o] AzHA). o]# e EAoz <l AnjAtet AR ko] BEAL ST
3l Z=A)o] k8 2017 A B AFy| ] A 03 2 AL LE}EUS_ 2017 ol

33030102 Ak 3RS {1 o] wje] 7?0}# THIOWKdiL*HVH, 2017).
ole g 3t offell A AW A= AFH ARl M} FAEo] UA] gom,
g EEell gk 2] 5l AgEe] Aol ARl

Ok
A se ARAoE A Sl o

AU el BHEFL welste] Friy kel Ak AbeAste
Akl AAE AAS Wl AFHelm N&HA ANE TAT F
9 Aol Basthn g

ARA Hge AR A2 WHTA A=E BEHon

Seubel Zwlel oF 136%(¢F 554w W)e zEl At Azk Hi 13
oldel anATHE AANUT ol AP ol o 4% 37 o
L FAAT(EA, 0159 dEAel A5H 14 AR F
A90] o 68 Foz WA WAL Bebabd F 705%% A4

Stk BAAH0OE Aun zu ATl el Gak ghe] dEe] 7]z

i‘llﬂ

8) ©17-(2003), “thet# A A A =(ADR) =2 A 9] ekl s A== (ODR)e] B 7},
2] 2R T 14(2), 179.

9) meAolel, FAAFE BHOE she adolA] MARENS AAA Agstel sk
2% A15lo] 2l Hela A AN B L DA A o] W] i
shel Sel AA RAAANTE S Ag Ak AL Tk fEALS 201711

58 A 29 Zlﬂ :% 30009HA 7-#] &) 3} 9 o
10) APHA 7 2016-2017 Zd %, HLA A A,
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2. IR WA HFA A= ¢

of TelAE vl AE-AA-ARLe] W wAD AL
Sl auAZE delel FHES da Adw £ e AFA

Al A Al AR FAEE PR AEstglth 2 Bal A=
BRE 5 d9on Addael @ A, sux @A ol o
S FA, S Adel g d A, BEAH Bl o5 A TA,
A el oI9S A gon] ARAel g obehst 2.

1) QA o7 £ u] A58 A

v el Qloj M aulxkel AbiAbe] Yol thEH ATt Eit
el wel FALS dAHo R WA= dFAoREE FAY & @
ARARe] Frolf AEH o ® FAAHES WISt At AEFE ol F =
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3) FAR7IA Tl A% &u| R ST A

BN S g pulANATAE @G we] AuAst wBHAd
2ol AAstel Abdatste) BAA 24 2 2AL AGAAL F o
AAY Qe AW, A4EA 5 Bate] 2R AaE Hueeln

AVAADAL AF BA Aol FRAAPAAEA w2 A2
G o] 2n A TEAS 8 APV TE A E 2u| RS
A stal Yo AL, 2011). A X%]S‘} H] z}7 2 7] & A & (2015 ~
2017)oll e Al v Arad g A st <

sz Adsglon Awel S GFd 204 &7 g 2
$7) 9Astel A zul4 WRel Fael FAH T AR R,

3
2015). ol 7 AWARGAEL 2ulAEw, A 717
WEE A 13220 AN E BT 2olA FRE 4N

=
aul e 2 e TAY B8 HRE 9% =82 4502 A7

stz a4 date GGl Fotmz(ssld, 2011 |7,
2015) 7]eM HED 4 3
el A Al dHstrl= g
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Al 3] o)gk &M, =2A,
Dispute Resolution, ADR)e] H]-&3} A7t =
Frrgka QoA AE, 2007). olFolAE HEF7F 20159 U] oA H
HAZF(ADR)7ITE Al AES Azl 98
Aol dA M dzEAeln A9 Ade d4FY ADRVIHSE Hrhwa
N X A on AP AP % WA FAZZA Y] & A

x4 daz SJld v (5, 2015).
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3. @zl Ao g% £ulANATAt ¢

oM A& vhsh o, AMH O xug BAO HALS AHHOE
WARES FI siAstelo st A% wE, /17, A 59
MAR g BT F Qe e @RanAd SaTAs HeY Ba)
99 ZAge QAW 0§ o] A% 2AL AAT F Arke AL
AR g A e AARM v GBI TARE 2y RS
FAS) e AATA AR Ao ARASE AR AR 5L AA
HA WE P A W F GAAeA Aol TR GO
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FAlS) AHe e )

o= AAZH AnA Bl MAYEL W AuASo] WA golal
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v v el deAAAE dAE dAder distd, A
2M RS BEste] = E g A AR wh Al v gA], AR A
8ol wet JeFAt AFEHE dee Fd AR A4 T
AAede 2E ARJAA AR dEE § Aol HadEd. o f
g | ARl o] T Al HapsE Fael wel s Hel wiAgE F
AR AAe] A dAR AR "3R8 2Ade] wAddY. 99
2L g ARl disl AR AR R OAEAHAL AE7E AEs
AAeta o Aol S HP Wg idE SAR $H ASTE
el FARRl A =2 A FezA Abddelcts dasts o
geldare]l el F BAAIE FEets Ae AR SAdEH 28y
golere F BAAE BEF St A &= ol FEEHo] glew o]
Todhs &RAe W 88x0 oAt d=raniabdde]  AdAH
s AEA gAY =4S AHD = dev AFAAol &
ALl o)Akl EEE A wW A6TR Aste] AAd
stafof 295 2 "o 2 AlF-AQD daks [LE2-2]9F 2
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(2) @=L S 74 A= ¥ 44

4 WA ATA A WAYAL W] ool PAAL
AL hAske 25999 WAel delM 12rs] ahsa a1 FA o] A
Tl A el dFaAA HATA AwL] WA gl ojw At

& /A= vlaste] Aoty ® gt
oieH B diAlA] A A Al =(Alternative Dispute Resolution, ©]3F ADR)
= ogoky SutosA] Wents vuy A§2e F4
ofgffell FARAF 7k = AI3Rbell o3 F/d(negotiation), 5 Al (arbitration), %
(mediation)& &% 24 AL A= +82 F 3= doE o= Aol
TS & wAA Ho (o] 5, 2003; skaled, 2009; Stitt Allan, 2011).
ADR2 A B4l 7HA 242 FAE =t ¢4 45 FAAEC]
222 ADR oo sosjof dvt= 3, A= #d5 A == 1
EAEol AgAer Fog dof dthe= A, vdeoz THAA3A=
dso] ZAAE ol Fojdd EEstEE we J9g€S FdsAR Ak
Fad ddgs Za A @vs A, ololM FAAES AdEel dishe]
TEHH7] Bue so & AgE A fdojof dve= A, vixHoew

e oA=L FoAE A3 & 5 A, 1 HAGo A olEste] tE
HA HAAES S F Advk= Holth(O'Leary et al, 1999; 1531,
2013 A A-L).

olelgt 7}7te] 8 4AE SollA AmE At e] I A E A
Aokl AvE F Advh FxauAde] dAe MY A AT
T Aox Avzte] oFEE Fe gigelY HEvF Jhssith &g
Axke] zlage] glol HEe % oiEldEAAED)E AYstae
AHAHow AwA 9 ARGA FFo] AR Fofsior  gnt
ZARAZILS FYE we AdgS FIdsHARE AAFo]  glo
AAF 7 B sttt npAH o2 An[Rbel ARG AL Fojte] & E A
ggom AW e AFGAE AAY o] BE A A o'ty A
5 AAE e AR e A&HQ o) 7he s
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2) 2B AT TFA GAANA L e FHe deA

AAEN A RE &uAE A RE AT FES AR Akl

o]F&a om AMPARFE AEI MU AZS 7Y, ALEEA L
AES A&e e AL A9 Erhsd 7te =de] Hrt ol gh
A YAatsl o] wiAN A v AT = ALE A EAl7F 2 A o

2u[ Ak AR ARl s A A AEel HrAdel ol FiAH o=
=3 Al e AP Sol FAstER 23 A AAS
AT HET S o flo] AHom AdAbet A -3 FolE =Ee Y A
G A wA Re= A5
el A3 FHAl o7 ma*
Ho #JA T AvA #E A QoA TP HylA o R s
A= AAA QD FE A Al Fmauabdel A X dets Au A}
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(2) dAE 2487t 24

olx "l A3 7}s Edl(Perceived Feasibility Model)& B L% Z o
gibs] dfE L Wy eln. 40 AS A &Eo] MAstE M3}
TAe AR EE dojd F e dE Aol FEld &9 ALl
Aol 24 adlelzta Be Y o4 A o]ltH(Wallensteen,
2002; AstA-ZFws, 2009 AAE). o] R EAITAAZAE EAS
3 B F AT FEE AT 7 I st WH, S Ado] st
WS Y Aolgte ARl FHI o] o] 7] %3 AFolA =
T8l Txste FE A EAAE EHolWs n# et E3
A3ARe]l Fi]del A= A AR FHAH EAAMNY EAFARAL Y
FEl A EgALte] FFS mA = QJQAEHE E= o] A A d e
AR alo] Hr},

(3) 43R d

Usoz &4 A5y 34 B Y Haglld 2Hs v A4S Ad
29 (Contingency Model of Conflict Resolution)o]th(# st - 73 &
2009). FAH oz AsAsrdolet Sawyer®t Guetzkow(1965)el 2] &l A
AFom AtHAL 1 F FANAY ddd g A T v
At & o]l &lloF st AlFEAe #FE&Fd FAEE ol&EHo gt
(Bercovitch and Jackson, 2001; 7Ag=&-7Fwel, 2009). A= d
71Ee] ‘BA 2 AA A AAH 8RS Frol EA ol 54, A BAAFY
EA Tol wet 2"t = 7]$ o] E(Bercovitch and Jackson, 2001)e]
T 8 AAHYe] EAS FUlete] ol& AZste] utotst= Aot
TFAHoR wetH A=A AP EA, A3l o AT A
=9l A% 5 FAMAd HABH WFE EFATIE Aotk o &

MAdA oz =23te] mi [ZL92-5]9F 2}

)

(e}
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TAFoeR FEAFEAgNAM= AN A 2} (Outcome)=
Asl2A 9 915 (Context Factors)® A2 Q91

= (Process Factors)©l
shy o]l Ad-3g-AR ojojR|= 3PAIE AAX A lerA- Ay

CHAMAF EM i

< - e (context) \

= i,
=2 &4 (outcome)
= /

HI3KE7H €l e =

1370 (process)
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dedeES nHca ENE 117 ¥5E] Ad o
(Odds ratio)o} A A& Azfot}

22228 39 A= sHHSTE ¢ @9 SUHsE wuict
o] BARETL drty F7hek=A]
&= tE& ¥ gaddo] FA4
Folth(stal Y, 2009). =, oW Abxdo]l WA SEP)H LA

GE(1-P)9] Hl(ratio)E oMete A= UnkA<l
o2 GFgEs sHete A= Iy 2X2YH 3
o7 1dng =aW A9 =¥ #Fow F(H)Y ZHE HIHL
st} (Long, 1997: 82; shall<d, 2009 #1<1-8)
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o

NN g B

N
2 A AN e o A

0

f

O

[ 4-5] FeldY aa1] SAH](Odds Ratio) #4123}

w2 o) 7 (8 9 2=0) B 421815 | Exp(B)
ODRASE ol ot | AFY AT A A vs A3 <FEH0) 273 | 003" | 1313
A ZE FAE vs A1) 2(0) —243 | 0007 | 784
A HE A2 AA vs AE72(0) ~238 | 0007 | 783
] A4 0w ys FE(=0) -158 | .039° 854
AHol A .
8 AZ vs F5(=0) ~168 | .045 845
W2 vs o Ekghu(0) 094 | .043° | 1.099
o vy
- 2dA A vs dukAuj0) | -.164 | 0217 848
B wgslel [ WeAd 9E vs Ad TE0) ~140 | 0017 | 869
A TA A5 | SA-F2HSE vs Bolo]A H40) | -.133 | 0047 | 876
AA-zA4R | ARA(H)+Z=AR(A) vs ,
EEES A A9 (6])+ 2 A 2H(o])(0) —133 | .04 876
AH AFAD | HFEA vs FEA©O) 072 | 0455 | 1.074
AR A7 7HY) ~032 | 000%™ | 969
ZJ7 AE(d) ~006 | .000%* | 994

* p<.05, 7 p<.0l, 7 p<.001
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Abstract

Research about Viain Factors Leading to
Agreerments in Consumer Damages.

JungHyun, Kwon
Dept. of Consumer Science

The Graduate School

Seoul National University

During this day and age, due to the advancement of payment services
and online channels, consumer behavior 1is almost unrecognizable
compared to a decade ago. Overseas direct purchase, one-day delivery
are so common and like social commerce and mobile shopping are now
accepted as the fabric of our economy, Sellers and buyers do not have
ever cross pathes and consumers have higher expectations about service
quality than ever. More access to information, such as price, service
quality are leading to more consumer damage claims related to
contracts, delivery, product and information. According to the Korean
Consumer Agency (KCA, an average of 36,000 cases of consumer
damage complaints are submitted every year for the past three years.
This means that 13.6% of Korea’'s adult population has experienced at
least one case of consumer damage. 4.3 trillion won is the accumulated
damages of Korea, one person has paid for an average of 106 thousand won.
Considering these huge costs, if consumer damages become a long term

problem, it definitely is a national problem(Son 2015).
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It is critical to provide immediate relief to consumer damages cases —this
1s the big opportunity to dramatically cut social costs. Consumers that
have failed to reach agreements with sellers turn to KCA’s damage relief
process before going through litigation, a even more costly and painfully
long-staken process. When the conflict is stretched out into a painful state
of limbo, the consumer's economic and mental costs pile up, the social
costs to provide mitigation channels do too. This is where the research’s
foundational questions stems from. How can mediators facilitate a quick
efficient agreement where both parties deem fair and acceptable? Do these
cases that are successfully mediated have common trait that can be
1dentified and statistically meaningful that can be shared?

This study based on the contingency model of conflict resolution,
creating a model that identifies/categorizes the following conditions as
the following: conditions related to the conflict-related party (the
residential area and job of applicant), conditions regarding the conflict
(the fundamental reason for the conflict, kind of damages, category of
conflict, payment method, platform type, case volume of mediator),
conditions related to managing case (relief method, ODR system, case
process period, applicant-mediator's gender combination, mediator’s
experience). For this study, 14,630 cases that were processed in 2017 are
the subject, using t-test, ANOVA, logistic repression analysis. These are
the summarized findings of the study.

When looking at the multiple conditions that effect mediation in
consumer damages, the study has narrowed down the following
conditions with statistical significance: applicant’s residential area, job;
reason of the conflict, type of conflict, payment method, purchase
channel; damage relief method, ODR system usage, case process period,

gender combination of mediator—applicant.
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These are the specific findings for each category. Compared to when
the applicant was a full-time “stay-at-home mom/dad,” if the related
parties were self-owned business owners or in agriculture, agreement
success rates were 4.6% lower. When the applicant lived in
non-metropolitan areas —areas that are not Seoul, Kyung-gi Province,
Inchen—they had a 7.4% higher chance of agreeing compared to those
that lived inside the metropolitan area. When the conflict’'s nature was
more emotional rather than about the transaction process, there was a
13.196 lower chance. Service related cases had a 21.6% lower percentage
compared to manufactured products related cases. If payment is cash, this
lowered percentage of agreement by 21.226, compared to credit cards.

Also, when the problematic product was purchased through mobile or
e—commerce channels, this had a 15.2% lower success rate than
purchasing it at an offline store. Interestingly, door-to—door sales had a
9.9% higher rate than brick—and-mortar stores. The type of damage and
cost of damages were statically insignificant factors. For conditions
related to conflict management, when the application was submitted
through the website of KCA, this had 12.4% higher percentage of
reaching agreement than snail mail and fax. Usage of ODR system
seemed positive to increasing agreement rates. When the seller used
ODR system, this was 31.3% compared to when both parties were
non—users. Compared to when both mediator—applicant were women, the
combination of a male applicant and female mediator was 12.4%6 lower.
Lastly, every day added to the period of processing the case, led to a
3.1% drop. As the mediator’'s experience in this field increased by a
year, the success rate of reaching mediation was lowered by 0.6%.

Looking at the results, the significant factors that lead to agreements in
consumer damage claims are various and comprehensive conditions related

to the case itself, relief system management, and mediator. Although it is
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mmportant to improve the system management and operations, identifying
and tackling fundamental issues that stem from the cases 1S even more
urgent. To be more exact, encouraging the creation and distribution of
standard contracts; making sure all categories of products are relieved in
conflict cases. When the product can not be categorized, it must be
included in the most similar category in a consistent predictable manner.
Constant monitoring 1s also essential to make sure there are effective
measures in place adapting to the constant changing consumer needs.
Incentives and structures to encourage sellers to actively take part in
the conflict relief system are also another important agenda. In order to
shorten the period of each case processed, each mediator should be
appointed with the appropriate number and type of cases. Resource
management within KCA and training programs to train professional
mediators will lead to better results.

Considering the nature and development of consumer damage cases, it
1s common that the facts of the case are intertwined with unrelated,
excessive complaints, even anger issues. Emotional stress and tension is
usually high in most cases. The mediator has to be able to read the
case, provide an acceptable and fair solution to both parties based on
legal grounds and on top of that, relate with the consumer on an
emotional level. Hence, this study points to the importance of training
programs focused not only legal expertise, but also trust-building
techniques and communication skills. These efforts are necessary to
record and share best practices and know-how of mediators and to
ensure mediators are appreciated for their singular expertise. Losing
them because they are under—appreciated and overworked, it sadly too
often the norm.

Lastly, creating a trusting environment for conflict resolution where both parties
can fredy express ther cases should be considered as mportant as minimizing cost and tine
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